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Children's Division
2,060 (30.3%)

Family Support Division

2,979 (43.8%)

Division of Youth

Services
1,253 (18.5%)

MO HealthNet Division

L
\(Budgeted Full Time Equivalents (FTE)

Support Divisiol
278 (4.1%)

226 (3.3%)
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ASPIRATION

MISSOURI
Department of Social Services

2018 Version 1.2

\0
Missouri Department of

SOCIAL SERVICES

We will lead the nation in building the capacity of individuals, families, and
communities to secure and sustain healthy, safe, and productive lives

Combat ) Redesign Child Move Families Transtor Rertall;e
Substance Use in Wl e to Economic Medicaid Organizational
Families Y Sustainability Infrastructure
Increase child support | *  Define Medicaid +  ENGAGE - Revamp
INITIATIVES i i
(Leads Follow Initiatives) 5650M to $700M roadmap (Ashley development
annually (Jennifer Wilsan) dialogues (Beverly
Toussaint) =L h ion of Pl
Double Able-Bodied transformation *  Build strong, cross
Adults without (Shawn Brice} departmental/division
Dependents meeting * Implement EHR al teams (Stephan
Streamline & strengs SNAP work or training. (Electronic Health Tomlinson)
Outcomes, ECHO TESTERTON brocass requirements Record] for foster *+  Revamp workforce
(Rebecca Logan) (Kara Wilcox-Bauer) {Jennifer Heimericks) children by 2018 development
Increase icati R il i Iny Calendar Year end strategy; training,
Assisted Therapy care by 8%. (Julie numbers of adults (Shawn Von Der trauma informed,
(MAT) access and Lester) with dependent Bruegge) compensation (Bryan
Su ‘Opicid Use Reduce delays to children on SNAP = Build 3 medical dlinical Hug)
Disorder (SUD/OUD) adoption for children {Jennifer Heimericks) team to support foster | *  Identify and prioritize
coverage (Beth in pre-adoptive homes Work with Center for children (Lori technology needs and
Stokes, with incomplete TPRs. Medicaid & Medicare Bushner} financing (Christina
*+  Develop and deploy 2 (Termination of Parental Services (CMS) on
SUD intervention Rights) . (Allison Green) ‘employment Ensure only eligible
model for child i for recipients & eligible
welfare families (lvy care length of stay parents on Medicaid providers are properly
Doxley) (Heather Ford) (Kim Evans) & timely enrolled
Child Weifare {Mark Winchester)
Administrative Reform
(Angie Swames)
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My Go To Tools

Single-Page Project Plan

Negative (Current) and Positive (Future) Cycle

The Five Focusing Steps

Process / Value Stream Maps

Waste Exercise

Single Page Project Plans
Quick Start Guide

Work in Progress Boards
Huddles

Data Sharing/Visuals/Communications Plan
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Child Abuse/Neglect
Overdue Investigations
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Change Starts with
The People

.. Who do
the Work!
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HOTLINE &
INVESTIGATION/ASSESSMENT
PROJECT PLAN:

Backlog Elimination Strategy & Tactics

QUICK START GUIDE
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TA CTI C S we recommend...

* Goal & target already set: No Overdues by March 1%t (8-week *sprint’ to *burndown’ a backlog)
* Strategy owner already appointed: Division lead Cari Pointer, with regional leads and department support
* Communicate: Messaging priorities and plan to staff, stakeholders, and clients

Capacity Management: Pause non-casework and match resources to demand. By January 8", then reassess to
achieve weekly targets (Div: 750 as of 12/18)

Triage & Prioritize Overdues: Weekly at worker/team levels; Workers/teams follow the prioritization

Flow of Case Movement & Project Progress: Daily 15-minute team planning w/work-in-process board and
burndown chart

* (Celebrate success!
* Plan transition to post-pause & starting the rest of the project plan for the system to prevent overdues

L &L L <
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Children’s Division

System : CD’s Hotline & | igation Sy (Overdue | igations)

System Goal : To protect children from abuse and neglect by assuring their safety and well-being with family, when possible, in a timely manner.
Objectives  : Increase capacity/manage work in process, increase family engagement/interaction, increase trust, decrease time families are in system

b Milestone 6. Begin school year with
Employed ofher fimeliness ZERO and maintain throughout

Milestone 1: Projectapprovedby] | Milestone 2: Train/introduce CD strategies, data collection, WIP 2018 school yeat.
DSS Director and CD Director Staff to Theory of Constraints boards, daily/weekly huddles
1 (Utah Consultants) Milestone 7: Monitor data through
school months, track regional
B difficulties, address aggressivel:
1112612018 { | ] \

Sept —Dec 2018

10/12/2017

Oct 2017 Nov 2017 Dec 2017 Feb —Sep 2018 Jan-May 2019 June - July 2019

1211412017

Milestone 5: 99.8% Improvement
b On 09/05/2018,15 overdues statewide;
99.8% improvement. ZERO overdues
reached by all 5 regions (at some point)
during Sept 2018.

01/08/2018
- Official
Launch

Milestone 8: Team Meet to
access overall success of
project and pain points. Reset
for 2019 school year.

Milestone 3: Set target, freeze
non-essential work 4
“PAUSE". No overdues by
March 1, 2018

Milestone 4: Kick Off /

Data revelation
Communication. Target

/Announced: Zero Overdues| I> e N
by June 2018 The Division Driver

Cari Pointer
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Frontline Workforce Capacity Percentage

Children's Division
Frontline Workforce Capacity
(Cswi, m, 1, 1v)

(Sept 2018 - June 2019)
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DIVISION / PROGRAM

FAMILY SUPPORT

INTEGRITY UNIT

CLAIMS REFERRAL
PROCESS

BUILDING ON SUCCESS 2019

Claim Referral: A referral for
consideration/investigation of
overpayment of public assistance benefits;
Food Stamps, Temp Assist, Child Care,
Medicaid, Energy Assistance, etc.

As of 04/09/2018, 8,337 Claim Referrals
pending for period of 2013 to Present

Gemba: 14 Analyst / 1 Supervisor
(Where the work is “happening”.)

Libraries/Caseloads looked like
this........A Hot Mess!

Avg # of Claims per Analyst: 596
Actual # of Claims per Analyst:

Analyst 1 400
Analyst 2 500
Analyst 3 800
Analyst 4 350
...andsoon....
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Family Support
Division
55D Program Integrity Unit
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How did we get a BIG WIN?
Statewide Totals
8600
8100 I Triage !!
7600 14 Analysts
7100 Physically Touched 8,337
61600 Average of 595 cases each
6100 \ 129 Calendar Work Days
5600
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improvement | L
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Food Stamp
Only Burn
Down
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Backlog Analysis Total Number| o, g 4iog
(Referrals pending | 2-Nov-18 | 9-Nov-18 | 16-Nov-18 | 23-Nov-18 |30-Nov-18| 7-Dec-18 |14-Dec-18|21-Dec-18|28-Dec-18| 4-Jan-19 | 11-Jan-19]18-Jan-19|25-Jan-19| 1-Feb-19 | 8-Feb-19 [15-Feb-19( 22-Feb-19 of Reduction ;(ed =
prior to 07/25/2018) in Backlog ucs
Beginning Backlog 8337
Phase | 4593 -55.09%
[Phase Il Backlog 5878 5772 5673 5639 | 5564 | 5482 | 5370 | 5208 | 5217 | 5185 | 5085 | 497§ 486! 419 3964 3851 3744 -2134) -36.30%
IFood Stamp Only
(Includes Ready to
ork Cases)
2175 2071 2152 1932 1855 1770 1596 1524 1443 1405 1325 1218 1151 1016 935 822 715
IFS/TA/MA/CC 1968 Phase lll
[TA/MA/CC 1735 Phase IV
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Problem Statement: Insufficient claim referrals (estimate of 8,337) made to the Family Support Division, Program Integrity
Unit, during 2011 — 2018, for overpayment of public assistance benefits are preventing timely establishment of overpayment
claims. Claim referral processing times range from 180 days to 1,095 days/3 years. This range has been allowed to exceed
the target of 1 — 10 day processing time since at least January 2011 resulting high caseloads, unestablished claims, and un-
recouped monies owed the State.

Family Support Division

Program Integrity Unit Continuous Improvement
Project

Trisha Capriglione (Project Owner)

Goal/Objective: Eliminate the backlog of 8,337 insufficient claims referrals within nine (9) months, improve intake procedures
within 90 days, and reduce processing times to 1-10 days.

Milestones achieved with:

1.No Added Technology
2.No Added Staff
3.No Added Cost to Agency

Milestone 1:
Project approved
by DSS Director
and FSD Director.

Milestone 2: PIU
All staff Kickoff

Milestone 4: Focus on
Food Stamps Cases and
Reduce Processing Time

Milestone 7: Complete
Assessment of remaining
backlog. Reassess MA and all
other claims. Fully employ

Provided an $.0.P. to
frontline staff, ensuring
fully kitted referrals

AE Medicaid

Date of Discovery Definition Change
Request (State Amendment),

Eliminated wasted motion by x
consolidating tasking queues

management strategies and
improved procedures.

x

Event / Commence
Phase |

Kickoff Meeting

A

Eliminated Claims Hearing

process and weekly huddles

Clarifi

Streamlined
verification
process

x [ X
Aug Sept October Nov

FNS Claims Integrity
Review completed

No findings!!
A

Milestone 8: All cases
prior to Jan 2019 are
processed/handled,
new intake procedures
fullyimplemented. Field
staff are trained/being
trained correctly.

7'y

Aug — Sep
2019
. T >
—

Milestone 3: Phase |
Objective: Defineand reduce backlog by 30%

Achieved: 10/31/2018

2,459 referrals eliminated (waste), processed, and/or
identified (Decrease in backlog: 30% 8,337-2,495)
through Work in Progress (WIP)

Dollar amount of established claims (1,459) is
$1,831,161.55 for Phase | (07/18-10/18).

Milestone 5: Phase Il
Objective: Define and eliminate Food Stamp only cases

Achieved: 04/30/2019

5,272 referrals eliminated (waste), processed, and or
identified. Reduced processing time to 1-10 days.
(Decrease in backlog: 64% 8,337 — 5,272)

Dollar amount of established claims (1,311) is
$2,300,003.62 for Phase I1 (11/18-04/19).

Milestone 6: Phase Ill

Objective: 2-5 day processing times are locked in and we are in sustaining mode.

Achieved: 08/15/2019

Big Push Triage (BPT 05/10/19) of Combo cases, 2,563 for the period of 2018 —

Back. Resulting in true number of cases to work
1) ProcessALL Food Stamp cases first

2) Process all “Ready to Work” claims within 2-5 days

Dollar amount of established claims (627) is $1,110,699.12 for Phase IIl

(05/19-07/2019).
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Family Support Division : :
Program Integrity Unit Continuous Improvement Predefined BECHOg Reduction
Project 9,000
Trisha Capriglione (Project Owner) 8000
7,000
6,000
5,000
Process Improvements
v' Reduced intake process from 185 days to 2 days 4,000
v' Claims are now Ready-To-Work (full-kitted) prior to 3,000
reaching the Claims Analyst 2,000
v' Actual claims processing times are reduced from 365+ 1,000 1683 1460
days to 15 days
0
v’ Federal/State/FS Manual Policy (Changes/Revisions)
S St LA O VL S
1\1‘9 2\ \ N N S 9 2\ > o AV o
Dollars Established by Month (in thousands) Overall Claim Reduction
[CATEGORY
g $800 NAME], [VALUE]k
e Phase | Began 837 5191
& 7950 8078 2,80
3 8600 7,640 7,630
,E [CATEGORY
$400 NAME], [VALUEI (@ 6729 6749 ¢ oo
[CATEGORY BPT Began .
NAME], [VALUEJk
$200 Phase Il Began 513 563 514
$0 ® & & ® ® ® o ) ) o ) o o
May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun NS O O oM M & > \> > > > \> Qo>
2018 2018 2018 2018 2018 2018 2018 2018 2019 2019 2019 2019 2019 2019 ﬂ\1‘9\”” %\x& g\xb'\l @\‘)\'L U SN S S ST R I VN
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\Xhat Matters?

» The people doing the work (Gemba)

* Mindset

* The “Why”

* Inclusion and Transparency

* Hidden Capacity

* FOCUS

* Commitment and Rigor

* F-A-I-L; it's your “First Attempt In Learning”

* No only means “next opportunity” not realized
* This is noble work; it is not for the self-serving
* Excellence is an everyday expectation
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